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The attached meeting-in-a-box communication contains important foundational 
information on our company's vision, values, promise and strategic direction. As part 
of your leadership responsibilities, we are asking you to share this information with 
your staff as soon as possible. This work builds on what we learned during the two­
week leadership development program - change, strong teams and success require 
visible leadership. 
A major factor in our success moving forward is ensuring we have employee 
understanding and alignment around our core values and strategic direction. Last year, 
we focused our corporate direction work on clarifying the vision for our health care 
business sector and developing a path to the future. This resulted in a health business 
vision for the new millennium: To be the industry leader by providing affordable health 
care choices to Floridians. 
This year we are focusing on building the strategies in our health business sector 
necessary to achieve this vision and on building alignment for our strategic direction. 
Both of these elements are critical to our success and must be carried out 
simultaneously. 
To build alignment throughout the organization, we need your leadership. Sharing 
the important information contained in this meeting-in-a-box is the first step. 
Throughout the rest of the year, we will continue to provide you with updates and 
additional information to communicate to your employees. 
Making strategic direction a regular part of your employee communications and 
continuing to emphasize our corporate values is critical to our continued success. We 
appreciate your leadership and commitment. 
Introduction to your "MEETING IN A BOX" 
This box has been assembled as a tool to help you deliver meetings to your employees 
on the direction of Blue Cross and Blue Shield of Florida. These meeting materials will 
help us successfully deliver a consistent message about our direction to all employees. 
The objective is that we will all be focused on the same goals in order to be successful 
in making good on our promise to PROVIDE CARING SOLUTIONS to our members. 
CONTENTS OF THE BOX: 
Left Pocket: 
FLOPPY DISK 
• The disk contains two versions of the presentation in PowerPoint. The content is 
exactly the same on both -only the format is different. 
⇒ One is titled "for laptop" and is in a color format that is most effective when 
running the presentation from PowerPoint off of a computer. It uses a dark 
background and light colored text. 
⇒ The other is titled "for transparencies," and is in a color format that works well if 
you want to print and use color transparencies. It uses a lightly colored 
background with dark text. 
• Both versions include speaker's notes, which are in "Notes Pages." 
The left pocket is for transparencies and/or the printed PowerPoint notes pages. 
Middle Pocket: 
• Sample Meeting Agenda - for your information. This shows you the flow and order 
of the meeting. 
• Questions and Answers - these are anticipated questions and suggestions on 
how you may want to respond to them. 
• Talking Points - these are the same as the talking points on the PowerPoint notes 
pages, but in a more condensed, study guide format. 
• Corporate Direction Feedback Form - please make enough copies of this form to 
distribute to all of the meeting participants, and leave time at the end of the meeting 
to have them completed. Collect them and return to Corporate Communications 
(indicated on the bottom of the form). The purpose is to: 
⇒ check for the level of understanding of the message, 
⇒ reinforce the key messages by having employees write them down, 
⇒ provide metrics on the success of the meetings, and 
⇒ track who has received the message. 
Right Pocket: 
• VHS Tape containing: 
⇒ Corporate Direction Video -under three minutes (show after slide #2) 
⇒ Promise Video -three and a half minutes (show after slide #14) 
• These are an important part of the meeting. They help set the tone and reinforce 
the messages visually. 
TIPS FOR APPROPRIATE USE OF VISUAL AIDS 
Have you ever seen the Marriott commercial that says, "Never underestimate the power 
of a good night's sleep?" 
Well, never underestimate the power of your visual aids to help or hinder your 
presentation. If the visuals can't be easily seen, the audience will become distracted 
attempting to read them, and their attention will stray from the message you are trying 
to deliver. 
Using no visual aids also impacts on the chance that your audience will understand the 
message. Although some people are very good listeners, others absorb and retain 
information more effectively if they can see it. Studies show that 55% of your message 
is received visually (through your body language and through your visual aids). 
So, the effective use of your visual aids means your audience can easily stay on track 
with your message, therefore helping them "get it." 
Here are some tips to assist you: 
Small group (up to about 10) - conference room or small meeting room 
You may want to make this more of a round table discussion. Even so, it will be helpful 
to use some visual aids. Either using an overhead projector or running the PowerPoint 
program onto a screen will be effective. If you want to stay seated around the table with 
the group, you could photocopy the visuals as handouts instead, but consider standing 
to deliver and getting the full impact of the color visuals. (Standing also gives you 
greater presence.) 
Medium group (10 - 40) - meeting or training room 
Either run the PowerPoint presentation off of a computer, or use the overhead 
transparencies. Be sure the image is being projected large enough. Also, make sure 
that the television you use has a large enough screen and is on a high enough stand to 
be seen from every seat in the room. 
Large group (40 - 500)- meeting room, cafeteria, theater, stadium 
Get professional help for setting up the audio/visual equipment. At this point, you will 
need to project the PowerPoint presentation onto a very large screen (or more than one 
screen, depending on the location and layout). The videos will need to be shown on 
the large screen as well. The other issue with larger rooms is the need for you to use a 
microphone. Whenever possible, try to get a wireless lavaliere microphone so you still 
have the flexibility of walking around without the danger of tripping on a cord. Use our 
Corporate Communications Department to help you decide on logistics. 
• 
Audio Visual Check List 
WHEN MAKING ROOM ARRANGEMENTS: 
Obtain VCR/Monitor --
__ Determine and obtain equipment to project visuals (laptop, overhead 
projector, screen) 
__ Determine if you will need to use a microphone and order equipment 
JUST BEFORE MEETING: 
__ Go to room early. Make sure that the visual aids can be seen from 
every part of the room. 
__ Test all equipment. 
__ Cue up the videotape. 
__ Have someone with you to let you know if you can be easily heard 
from all parts of the room. 
SAMPLE MEETING AGENDA 
"PROVIDING CARING SOLUTIONS" 
Corporate Direction - Health Business Sector 
♦ Introduction 
❖ Why we 're here today 
♦ Providing Caring Solutions Video (2:30 minutes) 
♦ Presentation (use PowerPoint slides or 
transparencies) 
♦ Promise Video (3:28 minutes) 
♦ Question and Answer Session 
❖ How you can help make it happen 
♦ Feedback and Adjourn 
SLIDE 1 
■ Good morning, afternoon ... 
■ Self Introduction 
■ We're here today to talk about where our company is headed. 
■ Many Americans have lost faith and trust in their health care coverage because, 
as an industry, we haven't stayed on top of what our members really need and 
want from their health care company. 
■ Here at Blue Cross and Blue Shield of Florida, we ARE working to come up 
with caring solutions that respond to our members' needs as well as potential 
members' needs. 
■ My purpose today is to bring you up to date on the work that we have been 
doing to clearly focus us on how we need to respond to our members in order to 
be Florida's health care plan of choice. 
SLIDE2 
■ When we've had meetings like this in the past, we've used some terminology 
that is familiar to many of you. 
■ Our business approach is to be a values-based company as opposed to a 
portfolio-based approach. 
■ By definition, values-based means our values (set by the CEO) will guide 
the direction and decisions we make for our business. Portfolio-based is very 
one-dimensional and is largely driven by financial considerations. 
In just a minute, we'll look at a video that highlights our values, 
and later in our discussion, we'll talk even more about our values. 
■ Our vision for the Health Business Sector, our core business, is: To be the 
industry leader providing affordable health care choices to Floridians. 
■ We've identified driving forces - products and services, and our promise to 
Floridians to provide caring solutions. 
■ Today we're going to focus on our Health Business sector and talk about all of 
these elements - but we're going to use more practical terms that get to the 
heart and soul of the message, which is this: 
■ What do all of these things mean to our members, our employees and the 
direction of our company? SHOW FIRST VIDEO: PROVIDING CARING 
SOLUTIONS 
SLIDE3 
■ First, let's go back to the basics of thinking about who we are and what is our 
business. 
■ We ARE a TEAM dedicated to providing CARING SOLUTIONS. 
■ You ARE working hard every day to earn the continued respect and trust of 
our members - and for that, I thank you. This business is nothing without our 
people, and I value your professionalism and dedication. 
■ The work that we talk about today is not just something that will happen in the 
future; they are actions that are taking place right now and that many of you are 
working on as we speak. 
■ Our discussion today is part of a journey to constantly examine if we are provid­
ing caring solutions for our members. 
SLIDE4 
■ Although our core business is the Health Business sector, we are actually made up of four sectors: 
<> Health Business - provides a full spectrum of health care programs and services 
<> First Coast Service Options - BCBSF subsidiary that focuses primarily on traditional 
Medicare program administration and diversification into related markets 
<> Diversified Business - provides life, dental, long-term care, and workers' compensation 
products and services 
<> E-Business - our newest sector, created to identify web-based and other electronic 
opportunities. 
■ Last year we focused our corporate direction work on developing our vision for the Health 
Business Sector. This year we have been focusing on the corporate - or enterprise - level. 
We also have been developing the strategies necessary to achieve our Health Business Sector 
direction and vision. 
■ Soon, we will be sharing more information with you that addresses the enterprise level. It will 
be very compatible with our Health Business Sector work. 
■ Today, we will be mostly focusing our discussion on the Health Business Sector. 
SLIDE .5 
■ So, let's talk about what our business is really all about ... 
■ We are in the business of providing caring solutions. 
■ When you're at a party and people ask you what you do for a living, what do you say? (Solicit 
answers from the group.) If someone works on the police force or the fire department, they might 
say, "I protect people's lives." Actually, that's what we do, too - and we can be proud of that! 
■ People look to us to help them support and protect their lives, their loved ones, our neighbors, 
our friends, our family. 
■ How we go about doing that is ever-changing. We have to constantly reassess our business, the 
environment and our members' needs to determine the solutions that work for them. 
■ We also have to constantly look at ourselves to make sure that we are delivering on our promise 
to provide caring solutions. We can never be complacent about what our business is and the 
service that we provide. 
■ Our members have the right to deal with people who will treat them with warmth, action and 
integrity. 
SLIDE6 
■ Our Health Business sector has developed a vision based on what our members are telling us 
they want. What are the caring solutions our health care members are looking for? 
■ What our members are telling us is that they need AFFORDABLE HEALTH CARE CHOICES! 
■ We're here to talk about how we're going to give them what they want. 
■ We need to make sure we are looking at their definition of affordable choices, not ours. 
■ So let's talk about what this means to our members ... 
SLIDE 7 
■ Health care is expensive, and not everyone believes it is affordable. When we talk about "afford­
able," it means more than just the cost of premiums. 
■ We need to take into account the total health care costs our members pay and find ways to 
make the whole package affordable. 
■ Out-of-pocket expenses for members include: deductibles, co-payments, co-insurance and bene­
fits and services not covered by members' policies. 
■ Included in the premiums our members pay us are: desired and standard benefits, mandated 
benefits and administrative costs. 
■ Bottom line - members want value for their dollars. Even when the premium is affordable, 
these other associated costs could make our members' health care too expensive and diminish 






























Our members want more choice of coverage options in our products. We need to set up plans 
that have a "menu " approach, so that members can pick and choose different forms of coverage 
that are meaningful to them. 
Our members want choices in services. (Give examples like: e-mail, on-line capabilities, 
24-hour service, etc ... )
Our members want choices in how they access their health care. 
Our members want to choose how they get information. Do they want to be restricted to getting 
their information by phone during certain hours of the day? They may want to get their infor­
mation about their benefits on-line, just like so many other services they receive from other 
industries. (Banks, investments ... )
Our members want more control over the way they use their health care benefits. 
SLIDE 9 
■ How do we go about providing choices? 
<> By offering products and services that provide practical solutions to our members' health 
care needs. 
<> This will require innovation to meet their ever-changing needs. 
<> Coming up with these products and services will be our DRIVING FORCE. 
■ Let's split these two up and talk about what the products and services need to look like. 
SLIDE 10 
■ How do we deliver new products? 
■ First we need to transform our thinking and let go of the "old ways " of doing business. 
Ill We need to think of product delivery as an all-inclusive process involving product strategy, prod­
uct development, product line management and service delivery. 
■ We must use state-of-the-art market research to diligently stay on top of knowing what our 
members' needs are. The "voice of the customer " will guide our products and services. 
■ We can differentiate ourselves from the competition and be a catalyst for change. 
■ We can demonstrate the power of the competitive marketplace to innovate and do the right 
things for our members. 
SLIDE 11 
■ Here's the direction we need to take with our product design. 
■ We don't have all the answers. This is our challenge. 
■ We do know we need to create more value for our members while at the same time reduce 
costs. 
■ Figuring out this new approach that members and providers will like better, and one that will 
improve the cost of health care coverage, will require significant effort. But we know that's 
where we need to be headed. 
■ Now let's talk about the service that we need to offer to support our products - the ones that we 
have now AND the ones that we will develop in the future. 
SLIDE 12 
■ There are many different facets involved in delivering excellent, caring service. 
■ We provide caring service in the human interaction we have with our members. Our members 
need to feel that we care and that our team is there to support them. 
■ We shouldn't overlook the fact that we need to be providing caring service to our providers, to 
our vendors, and to each other as well! 
■ Good service also means that our processes work and make sense! When we use technology 
like Virtual Office, an electronic link directly between us and those caring for our members, 
we eliminate some of the administrative hassles for the providers so they can spend more time 
caring for our members. 
■ Good service also means providing information that is clear and easily understood whether in 
writing, on the internet, or in person. 
■ Having good products is only part of the solution. Our products must be supported with caring 
service. 
SLIDE 13 
■ How do we know if we're heading in the right direction as we become more innovative and 
transform our thinking? 
■ To guide us in transforming our company, and to keep us moving in the right direction, we rely 
on our corporate values. 
¢ Members are our reason for being. They are why we exist. We deliver on our promise to 
proyjde caring solutions through our products, services, and our PEOPLE, which leads us to ... 
¢ Employees are our number one asset. We could not meet the needs of our members 
without all of you! We value the commitment and dedication you bring to the job, and we 
work to convey that value through our benefits programs and employee recognition programs. 
¢ We respect individuals and value teamwork. Every employee, member, provider and 
vendor we deal with deserves respect. The way we treat one another speaks volumes about 
our company and who we are. As we brin'g to bear diverse ideas, approaches and 
experiences, we create better solutions and prosper together. 
¢ Continuous learning and improvement are keys to our success. Our world and our 
industry are changing daily. That means we have to continually learn how to improve what 
we do now as well as develop new capabilities. 
r.> All our decisions are based on ethical standards of honesty, fairness and integrity. Our 
,, ord and our reputation are the cornerstones upon which our business is built. 
SLIDE 14 
■ Let me summarize what we've talked about today. 
■ We're a team, dedicated to offering products and services that provide affordable health care 
choices to our members. 
■ Our corporate values lead us in transforming the company to assure that we are always on track 
to deliver our promise of providing caring solutions for our members. 
■ This sounds simplified - but it is so easy to check ourselves and everything we do on a daily 
basis against these simple concepts. 
■ I'm asking you to keep this guide top-of-mind. Use it in your teams. Use it in meetings. If 
something your group is working on does not fit this "map," then we probably shouldn't be 
spending time on it. 
■ Use it for yourself to check your own actions. If all of our energy is going into working as a 
team to design a product or deliver a service that helps to achieve our vision of offering afford­
able choices, then it will be very powerful in helping us achieve our goal of being Florida's 
industry leader. 
■ SHOW SECOND VIDEO - OUR PROMISE 
SLIDE 1-5 
■ Today is just the beginning of this discussion. We all have an important role in this process. 
Our vision, plus affordable choices, plus YOU will make it happen. 
■ You will be hearing more about this in follow up meetings in your departments, where you will 
discuss how to make this real in your work every day. Together we can make it happen. 
■ May I answer any questions? 
CORPORATE DIRECTION FEEDBACK FORM 
Leader: ________________ _ Date: ______ _ 
On each of the following scales, place an "X" at the 
point which you believe best describes your answer. 
-<I( Strongly Strongly 
Agccc 
5 4 3 2 
o;ircc► 
1. I have a better understanding 
of the company's corporate 
direction after attending 
this meeting. 
2. I have a good understanding 
of the Health Business 
Sector's direction as a result 
of attending this meeting. 
5. I believe I can make a 
difference in helping the 
company reach its goals 
and objectives. 
4. I have a good understanding 
of the company's core values 
as a result of attending this 
meeting. 
5. I have a good understanding 
of the company's promise as 
a result of attending this 
meeting. 
6. What were the key messages that you heard from this presentation? 
7. General Comments: 
Please return this form to Corporate Communications, DCC 5 - 4 or e-mail to Linda Noster. 
Questions & Answers 
Question: ls this vision/direction/or the entire corporation (enterprise) or is it just for 
the Health Business Sector? 
Answer: This is the vision for our Health Business Sector. Last year, we focused our 
corporate direction work on clarifying the vision for our health business 
sector, which is our core business. This year we have been focusing corporate 
direction work at the corporate - or enterprise - level. We also have been 
developing the strategies necessary to achieve our health business sector 
direction and vision. 
In the near future, we will be sharing more corporate direction information 
with you, some of which addresses the enterprise level. All of our business 
sector strategies are in support of and compatible with the enterprise direction 
and strategy. 
Question: What is the vision/direction/or the enterprise? 
Answer: In the near future, we will be sharing more corporate direction information 
with you, some of which addresses the enterprise level. All of our business 
sector strategies are in support of and compatible with the enterprise direction 
and strategy. 
Question: When will we have new products for our members that offer them this 
range of Choice and Affordability? 
Answer: We are finalizing our strategies in the Health Business Sector that will move 
us toward our vision of affordable health care choices. You can expect to see 
new products ready for the market in the next 18-24 months. 
Question: I've heard there is no longer an SLT (Senior Leadership Team). What has 
replaced it? 
Answer: To efficiently manage our business, we have recently organized the 
corporation (or enterprise) into four business sectors: Health Business, First 
Coast Service Options, Diversified Business, and E-Business. In terms of 
decision-making, we are moving in a direction that is much less hierarchical, 
and decisions are being made throughout the organization. 
Question: Are additional acquisitions (like Principal Health Care) planned as part of 
our corporate direction and strategies? 
Answer: We are committed to providing affordable health care choices to Floridians. 
The company is always examining and looking at ways we can grow our 
business so we can continue to deliver on that commitment. One of our 
strategies includes expanding our customer base through mergers, acquisitions 
or strategic alliances. Our criteria for evaluating an opportunity is that the 
prospect has to be a good strategic fit. It must make good economic sense. 
Finally, it must be within our capacity to carry out the transaction effectively 
and successfully. 
At any given time, we are actively exploring corporate development 
opportunities. However, for legal reasons, we can not talk about these 
initiatives until we finalize a particular transaction. If and when we do finalize 
any such transactions, we will share the news with our employees right away. 
Question: Why is it necessary for us to execute this direction and accompanying 
strategies? 
Answer: To survive as an independent, Blue Cross Blue Shield plan in today's highly 
competitive, dynamic environment, our company must meet - and exceed -
the needs of our more than 2.7 million members. We also must continue to 
grow our business. Our corporate direction, and the strategies we are putting 
in place to achieve our vision, positively position us for continued and future 
success. 
Question: What is our £-Business Sector all about? 
Answer: The purpose of the E-Business Sector is to address opportunities while 
leveraging our assets to create value for the enterprise and provide strategic 
capabilities where possible for our other business sectors. The E-Business 
Sector has identified three areas of strategic focus: Respond to opportunities, 
leverage existing capabilities and create new business models. 
2 
Question: Can you tell me more about the organizational structure for the Health 
Business Sector? 
Answer: As we shared on June 22nd, our new organizational structure for the Health 
Business Sector is comprised of: Health Business Operations, Health 
Business Policy & Development, Human Resources, Information Technology 
& Capability Development and Health Business Strategy. Finance, Legal and 
Public Affairs support the enterprise and all of the sectors. 
These organizational changes are consistent with Corporate Direction and will 
help us achieve our Health Business Sector vision to be the industry leader by 
providing affordable health care choices to Floridians. These changes also 
will help us address three important goals: 
1 .  Improve results and strengthen our commitment to continuous 
improvement; 
2. Significantly accelerate Business Transformation; and 
3 .  Position ourselves favorable for future changes. 
Question: What is meant by "mass customization" in the Health Business Sector 's 
product strategy? 
Answer: We will provide a spectrum of choices to create value for our customers 
through mass customization. This means we must develop the capability to 
efficiently produce a wide variety - even individually customized products 







An Independent Licensee of !he 
Blue Cross and Blue Shield Association 
• Good morning, afternoon . . .  
• Self Introduction 
• We 're here today to talk about where our company i s  headed. 
• Many Americans have lost faith and trust in their health care coverage because, as 
an industry, we haven 't  stayed on top of what our members really need and want 
from their health care company. 
• Here at Blue Cross and Blue Shield of Florida, we ARE working to come up with 
caring solutions that respond to our members ' needs as well as potential members ' 
needs . 
• My purpose today i s  to bring you up to date on the work that we have been doing 
to clearly focus us on how we need to respond to our members in order to be 
Florida' s  health care plan of choice. 
How We're Talking About the 
Direction of Our Business 
■ We have a va lues-based approach ; 
■ We have a v is ion and dr iv ing forces for the 
Health Bus iness sector; and 
■ We have a brand prom ise . . .  
but let 's ta lk  about these i n  more practical 
terms of what th is means to our  members ,  our  
employees and the d i rection of  our  company.  
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Providing Caring Solutions 
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of Florida 
• When we 've had meetings l ike this in the past, we 've used some terminology that 
is familiar to many of you. 
• Our business approach is to be a values-based company as opposed to a portfolio­
based approach . 
•By definition, values-based means our values (set by the CEO) will guide the 
direction and decisions we make for our business .  Portfolio-based is  very one­
dimensional and is largely driven by financial considerations . 
-In just a minute, we ' l l  look at a video that highl ights our values, and later 
in our discussion, we ' l l talk even more about our values. 
• Our vision for the Health Business Sector, our core business, is :To be the industry 
leader providing affordable health care choices to Floridians. 
• We 've identified driving forces -- products and services, and our promise to 
Floridians to provide caring solutions. 
• Today we 're going to focus on our Health Business sector and talk about all of 
these elements -- but we 're going to use more practical terms that get to the heart 
and soul of the message, which is  thi s :  
• What do  al l of  these things mean to our members, our employees and the direction 
of our company? SHOW FIRST VIDEO: PROVIDING CARING SOLUTIONS 
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Who Are We? 
We' re a team, 
ded icated to lead ing  the i ndustry 
by prov id i ng 
caring solutions 
to ou r  members .  
You are the key to carrying out this promise. 
Providing Caring Solutions 
!Slm:Cru.<t� llluPSh it>ld 
of Florido 
• First, let ' s  go back to the basics of thinking about who we are and what i s  our 
business . 
• We ARE a TEAM dedicated to providing CARING SOLUTIONS . 
• You ARE working hard every day to earn the continued respect and trust of our 
members - and for that, I thank you. This business is nothing without our people, 
and I value your professionalism and dedication. 
• The work that we talk about today is not just something that will happen in the 
future ; they are actions that are taking place right now and that many of you are 
working on as we speak. 
• Our discussion today is part of a j ourney to constantly examine if we are 
providing caring solutions for our members . 
3 
What Makes Up Our Business? 
• Hea lth Bus i ness 
• F i rst Coast Service Opt ions 
• D ivers ified Bus iness 
• E-Bus iness 
4 
Providing Caring Solutions 
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of Florida 
• Although our core business i s  the Health Business sector, we are actually made up 
of four sectors : 
• Health Business -- provides a full spectrum of health care programs and 
services 
• First Coast Service Options -- BCBSF subsidiary that focuses primari ly on 
traditional Medicare program administration and diversification into related 
markets 
• Divers ified Business -- provides l ife, dental , long-term care, and workers ' 
compensation products and services 
• E-Business -- our newest sector, created to identify web-based and other 
electronic opportunities .  
• Last year we focused our corporate direction work on developing our vision for 
the Health Business Sector. This year we have been focusing on the corporate -- or 
enterprise -- level . We also have been developing the strategies necessary to 
achieve our Health Business Sector direction and vision. 
• Soon, we will be sharing more information with you that addresses the enterprise 
level .  It wi ll be very compatible with our Health Business Sector work. 
• Today, we wi ll be mostly focusing our discussion on the Health Business Sector. 
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What Is Our Business 
Really About? 
• People i n  our  commun ity look to  us to he l p  them support and 
protect thei r  l ives and the l ives of the ir  loved ones . . .  that 
i nc ludes our neig hbors ,  our friends and our fam i l ies. 
• We a lso are expected to de l iver pract ica l ,  rea l-world so lut ions 
desig ned with the i r  d iverse and ever-chang i ng needs i n  m ind .  
• I n  our  people , our  members expect warmth , act ion and  
i nteg rity .  
We 're in the business of providing 
caring solutions for our members. 
Providing Caring Solutions 
• So, let ' s talk about what our business i s  reallyall about . . .  
• We are in the business of providing caring solutions. 
Hl11t:C:n1.-..� Hl 1 1t>:-lhit>'41 
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• When you ' re at a party and people ask you what you do for a l iving, what do you 
say? (Solicit answers from the group.) If someone works on the police force or the 
fire department, they might say, "I protect people ' s  l ives." Actually, that ' s  what 
we do, too -- and we can be proud of that ! 
• People look to us to help them support and protect their l ives, their loved ones, our 
neighbors, our friends, our fami ly. 
• How we go about doing that i s  ever-changing. We have to constantly reassess our 
business, the environment and our members ' needs to determine the solutions that 
work for them. 
• We also have to constantly look at ourselves to make sure that we are delivering 
on our promise to provide caring solutions. We can never be complacent about 
what our business is and the service that we provide. 
• Our members have the right to deal with people who wil l  treat them with warmth, 
action and integrity. 
5 
What Solutions Do Our 
Health Care Members Want? 
We' re l isten i ng to our members .  
S imp ly pu t ,  t he  cari ng so l utions they 
want rig ht now are :  
Affordable Health Care Choices 
What does th is  mean?  
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Providing Caring Solutions 
Hlud:ro�!i HluP:-ihM'ld 
or Florida 
• Our Health Business sector has developed a vision based on what our members 
are tell ing us they want. What are the caring solutions our health care members are 
looking for? 
• What our members are tel l ing us is that they need AFFORDABLE HEAL TH 
CARE CHOICES ! 
• We 're here to talk about how we 're going to give them what they want. 
• We need to make sure we are looking at their definition of affordable choices, not 
ours . 
• So let ' s  talk about what thi s  means to our members . . .  
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What Does "Affordable" Mean? 
Health care costs include . . .  
out of pocket expenses as wel l  as the 
prem iums our members pay us .  
We need to take into account the total 
health care costs our members pay. 
Members want value for their dollars. 
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• Health care i s  expensive, and not everyone believes it i s  affordable. When we talk 
about "affordable, " it means more than just the cost of premiums. 
• We need to take into account the total health care costs our members pay and find 
ways to make the whole package affordable. 
• Out-of-pocket expenses for members include : deductibles, co-payments, co­
insurance and benefits and services not covered by members ' policies. 
• Included in the premiums our members pay us are : desired and standard benefits, 
mandated benefits and administrative costs. 
• Bottom l ine -- members want value for their dollars. Even when the premium i s  
affordable,  these other associated costs could make our members ' health care too 
expensive and diminish our abi l ity to provide "affordable health care choices." 
7 
What "Choices" Do 
Our Members Want? 
Choices i n :  
- P roducts 
- Serv ices 
- Access to Care 
- How they get i nformation 
Choice is what the future of  health care is all about . . 
. the ability for our members to have some control 
over their health care decisions and dollars! 
Providing Caring Solutions 
• What choices do our members want? 
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• Our members want more choice of coverage options in our products. We need to 
set up plans that have a "menu" approach, so that members can pick and choose 
different forms of coverage that are meaningful to them. 
• Our members want choices in services. (Give examples like : e-mail ,  on-line 
capabil ities, 24 hour service, etc . . .  )
• Our members want choices in how they access their health care. 
• Our members want to choose how they get information. Do they want to be 
restricted to getting their information by phone during certain hours of the day? 
They may want to get their information about their benefits on-l ine, j ust l ike so 
many other services they receive from other industries. (Banks, investments . . .  )
• Our members want more control over the way they use their health care benefits. 
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How Do We Provide Choices? 
Th rough 
Products and Services 
that meet the ever-chang ing  needs of 
ou r  members .  
We are moving away from "the old 
way of doing things" and looking 
for new, innovative solutions. 
Providing Caring Solutions 
• How do we go about providing choices? 
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➔By offering products and services that provide practical solutions to our 
members ' health care needs . 
➔ This will require innovation to meet their ever-changing needs. 
➔Coming up with these products and services wil l  be our DRIVING 
FORCE. 
• Let ' s split these two up and talk about what the products and services need to look 
l ike . 
9 
How Do We Deliver New Products? 
• By chang i ng ou r  th ink ing about prod uct des ign .  
• By  clea rly u nderstand ing the d iverse and ever­
chang ing  needs of ou r  members .  
• By deve lop ing the ab i l ity to rap id ly  p roduce 
i nnovative and flex ib le  products . 
We must transform our thinking and be a 
catalyst for change in the industry. 
Providing Caring Solutions 
• How do we del iver new products? 
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• First we need to transform our thinking and let go of the "old ways" of doing 
business .  
• We need to think of product del ivery as an al l-inclusive process involving product 
strategy, product development, product line management and service del ivery .  
• We must use state-of-the-art market research to dil igently stay on top of knowing 
what our members ' needs are . The "voice of the customer" wil l  guide our products 
and services. 
• We can differentiate ourselves from the competition and be a catalyst for change. 
• We can demonstrate the power of the competitive marketplace to innovate and do 
the right things for our members . 
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Providing Caring Solutions 
FUTURE 
We will provide a set of 
choices through which the 
member will have more 
influence in constructing 
his/her own product. 
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• Here ' s  the direction we need to take with our product design. 
• We don ' t  have all the answers . This  is our chal lenge . 
• We do know we need to create more value for our members while at the same 
time reduce costs . 
• Figuring out thi s  new approach that members and providers wil l  l ike better, and 
one that will improve the cost of health care coverage, wil l  require significant 
effort. But we know that ' s where we need to be headed. 
• Now let ' s talk about the service that we need to offer to support our products -­
the ones that we have now AND the ones that we wil l  develop in the future . 
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How Do We Provide Caring Service? 
• By hav ing cari ng people support ing our  members 
• By he lp ing physic ians and thei r staff spend less 
t ime on adm in istrat ion and more t ime cari ng for our  
members .  
• By provid ing the i nformation ou r  members want -­
the way they want it .  
Service means delivering our products to our 
members in ways that are meaningful to them. 
1 2  
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• There are many different facets involved in del ivering excellent, caring service. 
• We provide caring service in the human interaction we have with our members . 
Our members need to feel that we care and that our team i s  there to support them. 
• We shouldn 't  overlook the fact that we need to be providing caring service to our 
providers , to our vendors, and to each other as wel l ! 
• Good service also means that our processes work and make sense ! When we use 
technology l ike Virtual Office, an electronic l ink directly between us and those 
caring for our members, we el iminate some of the administrative hassles for the 
providers so they can spend more time caring for our members . 
• Good service also means providing information that is clear and easi ly understood 
whether in writing, on the internet, or in person. 
• Having good products i s  only part of the solution. Our products must be 
supported with caring service. 
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How Do We Know We're 
Heading In The Right Direction?  
Our Corporate Values Guide Us . 
• Members are our  reason for be ing . 
• Employees are ou r  n umber one asset. 
• We respect ind ividua ls and va lue teamwork. 
• Contin uous learn ing and improvement are keys to 
our success . 
• Al l  of our  decis ions a re based upon our  eth ica l 
standards of honesty , fa i rness and i nteg rity . 
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• How do we know if  we ' re heading in the right direction as we become more 
innovative and transform our thinking? 
• To guide us in transforming our company, and to keep us moving in the right 
direction, we rely on our corporate values .  
>Members are our reason for being. They are why we exist. We deliver on our 
promise to provide caring solutions through our products, services, and our 
PEOPLE, which leads us to . . .  
>Employees are our number one asset. We could not meet the needs of our 
members without all of you! We value the commitment and dedication you bring 
to the job, and we work to convey that value through our benefits programs and 
employee recognition programs . 
>We respect individuals and value teamwork. Every employee, member, 
provider and vendor we deal with deserves respect. The way we treat one another 
speaks volumes about our company and who we are . As we bring to bear diverse 
ideas, approaches and experiences, we create better solutions and prosper together. 
>Continuous learning and improvement are keys to our success. Our world 
and our industry are changing daily . That means we have to continually learn how 
to improve what we do now as well as develop new capabil ities . 
>All our decisions are based on ethical standards of honesty, fairness and 
integrity. Our word and our reputation are the cornerstones upon which our 
business is built . 
13 
Here' s  What We're Accomplishing 
We' re a team o f  professiona ls  . . .  
ded icated to offer i ng products and serv ices 
that prov ide affordab le hea lth care choices to 
ou r  members .  
We wi l l  fo l low ou r  corporate val ues to gu ide 
us in transform ing the company to assure that 
we a re a lways on track toward --
PROVIDING CARING SOLUTIONS! 
1 4  
Providing Caring Solutions 
• Let me summarize what we 've talked about today. 
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• We' re a team, dedicated to offering products and services that provide affordable health 
care choices to our members. 
• Our corporate values lead us in transforming the company to assure that we are always 
on track to deliver our promise of providing caring solutions for our members. 
• This sounds simplified -- but it is so easy to check ourselves and everything we do on a 
dai ly basis against these simple concepts. 
• I 'm  asking you to keep this guide top-of-mind. Use it in your teams. Use it in 
meetings. If something your group is working on does not fit this "map," then we 
probably shouldn 't  be spending time on it. 
• Use it for yourself to check your own actions. If al l of our energy i s  going into working 
as a team to design a product or deliver a service that helps to achieve our vision of 
offering affordable choices, then it will be very powerful in helping us achieve our goal 
of being Florida ' s  industry leader. 
SHOW SECOND VIDEO -- OUR PROMISE 
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We All Have An Important Role 
You 
Make it happen . 
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• Today i s  j ust the beginning of this discussion. We al l have an important role in 
this process .  Our vis ion, plus affordable choices, plusYOU will make it happen . 
• You will be hearing more about this  in follow up meetings in your departments, 
where you wi l l  discuss how to make this real in your workevery day . Together we 
can make it happen . 
• May I answer any questions? 
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